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a) Delovno komunicirawe
Predgovor kon edicijata
Povodot za vospostavuvawe na posebna edicija
Menaxment na ~ove~kite resursi na izvadava~ot BIGOSS
e barem vo edno razli~na od sli~nite potfati. Imeno,
koga ja dadov idejata za ovaa edicija izdava~ot, ve}e ima{e
publikuvano nekolku naslovi od ovaa oblast. Li~nata
pvrzanost na direktorot na izdava~kata ku}a so avtorite
na tie publikacii i mojata posredna involviranost vo
nastanuvaweto na tie dela, me pottiknaa da mu predlo`am
na izdava~ot, incidentnite pojavi na vakvi naslovi  da
bidat obedineti so edinstvena funkcionalna fokusi-
ranost: prezentirawe na individualnite nau~ni
soznanija na avtorite vo kontekst na pridonesot na
menaxmentot na ~ove~kite resursi vo transformacijata
na makedonskite organziacii, privatni i dr`avni,
profitni i neprofitni. Na toj na~in, bez ogled na
fundamentalnata orginalnost na nau~nite soznanjija,
nivnata objektivnost vo prezentiraweto na opredeleni
zakonitosti i re{enija od na{iot lokalen kontekst }e
pretstavuva zna~aen pridones vo natamo{niot razvoj na
menaxmentot na ~ove~ki resursi kako nau~na disciplina,
voop{to i unapreduvawe na negovata praktika vo na{ite
organizacii, posebno.
Poa|aj}i od vakvata opredelba, jas o~ekuvam avtorite
na idnite publikacii od ovaa edicija da ja iskoristat
ovaa retka mo`nost vo na{iot ograni~en prostor za javno
publikuvawe na nau~nite soznanija, no istovremeno da ja
zgolemat svojata odgvornost kon pi{uvaniot zbor koj na
ovoj na~in }e stasa do poglem broj, ne samo kolegi, tuku i
do najstrogite sudii na vrednosta na toj trud – neposred-
nite prakti~ari na menaxmentot na ~ove~kite rersursi.
Od tuka i potrebata vo trudovite da se prezentira
aktelnoto nivo na tretiranost na opredelen aspekt vo
v
sovrmenata svetska literatura i praktikata i merkite
za unapreduvawe na taa praktika kaj nas. Zadovoluvaweto
na ovie barawa }e bidat klu~ni kriteriumi pri
odlu~uvaweto za vklu~uvawe na oprdeleni naslovi vo ovaa
edicija. Vo toa ime, jas so zadovolstvo se potpi{uvam
kako inicijator na ovaa edicija.
d-r Cvetko Smilevski
Vo Skopje, 6.11.2005 god.
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PREDGOVOR
Komunikacijata e esencijalna ve{tina za Va{iot
iden uspe{en biznis i za uspe{ni li~ni vrski i re-
lacii. Dobrite komunikaciski ve{tini se klu~ za de-
loven uspeh, pa zatoa ovaa kniga }e Vi ovozmo`i da ja
sovladate ume{nosta na govorewe, slu{awe i razmi-
sluvawe – klu~ni ve{tini vo nasoka na promovirawe
na seberealizacijata, zasiluvawe na samodoverbata
i krevawe na nivoto na razbirawe me|u vrabotenite
i okolinata. Komunikacijata ima vlijanie sekade kade
{to }e se pojavime, mo`e da ja koristime za da
vlijaeme vrz sekoja interakcija so okolinata na
pozitiven na~in, so razvivawe na neophodnite
ve{tini za efikasno i efektivno komunicirawe.
Ovaa kniga }e Vi pomogne da gi podobrite komunika-
ciite vo Va{ata kompanija i vrz osnova na vistinski
informacii ja kreirate vizijata, misijata i politika-
ta na kvalitet, odnosno proektirate i implementi-
rate sistem za totalno upravuvawe so kvalitetot.
Vo ovaa kniga }e dobiete korisni nasoki kako da
proektirate i implementirate informacion potsi-
stem kako del od TQM (Total Quality Management) siste-
mot, kako da gi zajaknete menaxerskite funkcii, {to
}e dovede do kvalitet na delovnite procesi, proiz-
vodi/uslugi.
Programata vo ovaa kniga }e Vi ovozmo`i da niz
prakti~ni ve`bi i aktivnosti se steknete so strategii
i tehniki za podobruvawe na Va{ite komunikaciski
ve{tini kako:
• organizirawe prezentacii i javno govorewe;
• mo}ta na govorot;
• govorot na teloto;
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• intonacijata pri govoreweto;
• organizirawe efikasni sostanoci;
• pozitivna i efikasna evaluacija;
• zgolemuvawe na samodoverbata vo javnite nas-
tapi i vo nastapite pred kolegite;
• efikasna organizacija na javnite nastapi;
• mo}ta za ubeduvawe i motivirawe, kako i odr-
`uvawe na interesot na publikata (va`nosta na
izborot na zborovi);
• prakti~ni soveti kako da ja podobrite komunika-
cijata so Va{i delovni partneri od svetot.
Ovaa kniga e nameneta i za site delovni lu|e koi
se zainteresirani za unapreduvawe na delovnite
procesi vo nivnite kompanii, unapreduvawe na delov-
nite komunikacii vnatre vo kompanijata i kon okolina-
ta, kako i podobruvawe na sopstvenite komunikativni
ve{tini i nastapi vo javnosta.
]e se obrabotat pove}e tematski celini i toa:
• teoriski aspekti na komunikaciite;
• odgovornosta na top menaxmentot za obezbedu-
vawe kvalitet na delovnite komunikacii;
• proektirawe na informacion potsistem;
• sposobnost na menxmentot - uslov za gradewe
dobar informacion sistem (rabota vo timovi i
grupi);
• komunikaciski ve{tini;
• prezentaciski ve{tini;
• ve{tina na pregovarawe.
Zo{to Vi e potrebna ovaa kniga?
Podobruvaweto na delovnite komunikacii i gra-
dewe dobar informacion potsistem zna~i unapredu-
vawe na delovnite procesi, zgolemena motiviranost
na vrabotenite, podobra rabotna atmosfera, a kako
najglavno, zadovolen kupuva~, no toa se onie rezultati
koi navidum ne se merlivi, no se mnogu zna~ajni za
opstanok na kompaniite i niven odr`liv razvoj.
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Preku proektirawe na informacioniot potsistem
za kvalitet se proektira dobar dokumentiran sistem
za kvalitet na site delovni procesi i pretstavuva
osnova za  uspe{na primena na metodite i tehnikite
na kvalitet i efikasna timska rabota.
Pritoa, se ostvaruva vertikalna, horizontalna i
dijagonalna povrzanost pome|u vrabotenite, spored
strukturata na piramidata. Taka da, obezbeduvaweto
kvalitet vo kompanijata, e prosledeno so tekot na in-
formaciite soglasno tekot na standardnata opera-
tivna postapka (SOP). Na vakov na~in, se podobruva
negovata efikasnost i efektivnost, vo pogled na te-
kot na informaciite za kvalitetot i vospostavuvawe
poefikasen sistem na kontrola. Preku predlo`eniot
QC-CE (Quality Cirle-Cause and Effect) model za kva-
litet se definiraat obvrskite i odgovornostite na
site vraboteni. Na toj na~in se sozdavaat pravila na
odnesuvawe i se postignuvaat dobri me|u~ove~ki
odnosi.
Ovaa kniga }e Vi ovozmo`i da go podignete kvali-
tetot na Va{ite delovni komunikaciski sposobnosti
na visoko i dostojno nivo, koe vo ponatamo{noto Va{e
rabotewe vo delovniot ` ivot }e Vi donese polesna i
posigurna pozicija za pregovarawe i deluvawe vo
biznis opkru`uvaweto. Voedno }e pridonese:
• da bidete ve{ti vo brzo struktuirawe na Va-
{ite misli;
• da znaete kako da gi prepoznaete i analizirate
potrebite na onie koi Ve slu{aat;
• da mo`ete da go dadete ona {to e potrebno, za
da ja ostvarite Va{ata cel;
• da gi nau~ite tajnite na delovnata komunikacija.
Ovaa kniga prifatete ja kako obuka nameneta za
jaknewe na individuata. Ume{nosta na komunikacija
vodi do zgolemuvawe na Va{ata samodoverba,
produktivnost i uspeh na kompanijata.
Elizabeta Mitreva
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Preface
Communication is an essential skill necessary for
everyone’s future success and successful relations and
relationship. Good communication skills are the key of
every business success and therefore this book will
provide you with an assistance to overwhelm the oral
competences, listening and thinking – which is the key in
promoting the self-realization, enhancing the self-
confidence and increasing the level of comprehension
among the employees and surroundings as well. The
communication applies its influence in every corner
where we are; hence we are able to use it in order to
make an impact in each interaction with the environment
in a positive way, by developing necessary skills for
efficient and effective communication.
This book will assist you in the improvement of the
communications within your company. Thus based on the
true information you will be able to create a vision,
mission and quality politics also to design and implement
a total quality system management.
The book will provide you with useful directions to design
and implement an information subsystem as a part of the
TQM (total quality management) system and how to
strengthen up managerial functions, which will provide a
higher quality business process, products/ services.
The programme in this book will enable you to gain
strategies and techniques for improvement of your
communicational skills through practice such as:
• organizing presentations and public speeches;
• power of speech;
• body language;
• speech intonation;
• organizing efficient meetings;
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• positive and effective evaluation;
• enhancing self-confidence in the public
performances and while briefing and debriefing;
• efficient organizing of the public performances;
• power of persuasion and motivation, how to
maintain the audience’s interest (the significance
of the choosing the right language);
• practical advice of how to improve the
communication with your worldwide business
partners.
This book is aimed for every businessmen that is
interested in promoting of their business processes within
their company, improvement of the business
communications inside the company and around, as well
as the improvement of own communication skills and
public performances.
Certain themes will be analyzes such as:
• theoretical aspects of communication;
• responsibility of the top management in providing
quality of the business communications;
• designing an information subsystem;
• management abilities – a condition for building a
good information system (team and group work);
• communication skills;
• presentation skills;
• negotiation skills.
Why do you need this book?
Improvement of the business communications and
building a good information subsystem means an
improvement of the business processes, increased
motivation of the employees, better working environment
and as the main one, a content purchaser; all those are
the results that are not apparently measurable but very
important for company’s survival and their sustainable
development.
Through designing an information quality subsystem a
well documented quality for all business processes that
presents a base for a successful methods and
techniques for efficient teamwork implementation is being
designed as well.
According the pyramid structure a vertical, horizontal and
diagonal linkage among the employees is being
accomplished as well. Therefore, the quality providing of
the company is followed with the information flow
according the flow of the standard operative procedure
(SOP). Thus its efficiency and effectiveness concerning
the information flow and the establishment of a more
effective control system is being improved. Through the
suggested QC-CE (Quality Cirle-Cause and Effect)
quality model, the obligations and responsibilities from all
the employees are defined. Therefore the rules of well
behavior are being created which are leading to better
mankind relations.
This book will provide an opportunity to raise the quality of
your business communication skills to a higher and
respectable level that in your future business life will lead you
to an easier and safer position for negotiation and acting in
the business environment. There it will contribute to:
• become skillful in the fast decision-making and of
your opinion;
• to know how to recognize and analyze the needs
of the ones that listen to you;
• to be able to give what is needed in order to
accomplish you purpose;
• To find out the secrets of the business
communication.
This book should be accepted as a training aimed to
strengthen each individual. Communicational skillfulness
leads to increasing of your self-confidence, productivity
and success of the company.
Elizabeta Mitreva
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